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MAYA Design: How

Human Sciences
How people think and 
form mental models

• Cognitive Psychology
• Anthropology
• HCI (Human 
Computer Interaction)

Users
(User Centered Design)

Design
Form and Function - makers
Brainstorming/Creativity

• Industrial/Graphic Designers
• Film Makers
• Animators
• Architects

Engineering
Technologists

• Computer Scientists
• Electrical Engineers
• Mechanical Engineers
• Mathematicians



Viz | Command Post of the Future (CPOF)

“… the greatest advance in technology for command 
and control in the past 30 years.”

- Gen. Paul F. Gorman, US Army (Ret.)













Unvoiced Needs + Disruptive Technologies = 
New Channels/New Markets

(But it will all fall apart if you can’t work as a team)
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Discovering Unvoiced Needs



Discovering Unvoiced Needs
Walking a Mile/Day in the Life



A Day in the Life Kit



A Day in the Life Kit



Discovering Unvoiced Needs
Walking a Mile/Day in the Life
Wizard of Oz Prototyping
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Discovering Unvoiced Needs
Walking a Mile/Day in the Life
Wizard of Oz Prototyping
Forget Technology/Study Users



User Experience Spectrum



United States Postal Service  | Customer Experience Toolkit

Whose worldview?



United States Postal Service  | Customer Experience Toolkit

Transactions, segments, and goals



Carnegie Library of Pittsburgh | Information Environment





Just because the information space has changed . . .



. . . doesn’t mean the human experience has improved.



First contact . . . Gotta drop my son off, he 
pretty much just lawn mowed his foot…



Feeling better already . . .



He’s on his way, now I’ve got to park and find 
him… entrance or exit?



Am I at the hospital or the bank?



Am I in the hospital yet?



Stop. Drop. Read.



Where the hell is Emergency?



Emergency?



Which floor?





Still no indication…



My “customer experience” continues outside the 
hospital . . .



Is getting the bill worse than not getting well?
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Harnessing the Wisdom of the Crowds



Harnessing the Wisdom of the Crowds
Exquisite Corpse











Harnessing the Wisdom of the Crowds
Exquisite Corpse
Tiger Teams







Three Concepts



Design recommendations
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Carnegie Library of Pittsburgh | Information Environment

Design principles



ask a librarian

after

Lexicon shifts to user-centered 
(not system-centered) language

Reference desk = Ask a Librarian

Consistent across “user 
interfaces” from 
website to physical 
site…





Circulation desk = Customer Services



Librarians are now the editors of the 
experience…

Carnegie Library of Pittsburgh | Information Environment
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MAYA Teaming Toolkit  (or Average Innovation)

• Exquisite Corpse/Sketch Twister

• Monster in a Box

• Day in the Life/Walking a Mile

• Future Positive Round Robin

• Alternate Worlds

• Road Kill

• Wizard of Oz

• Tennis Match

• Vote Visualization

• Challenge/Trend Mapping

• Tiger Teams/Super Bowl



Morning Afternoon

Pre-session
Preparation

Introductions & Market 
Overview

Challenge / Opportunity 
Diagramming

Roadkill Analysis

Persona Generation

Brainstorming/
Tiger Teaming

Concept
Prototyping

A Sample Method: Innovation Session

The key to innovation is surfacing an organization’s rich repository of knowledge, bending it into 
a customer’s view and making new connections via their combined wisdom…



MAYA Design

Innovation is not a 
straight and easy path 
from beginning to end. 
Edison said it best, “I 
have not failed. I’ve 
just found 10,000 

ways that don’t work.”

Perspire Inspire

Conspire

Make the project the 
reason to breath. When 
all hope is lost find a way 
to inspire yourself, your 

customer, your team.

Psst, I have a secret plan… you in? Real 
innovation happens outside the lines. 
Form a creative conspiracy with your 
customer (skunk works).
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Next Steps

• Read some good material about innovation and collaboration

• “The Wisdom of the Crowds” by James Surowiecki

• “Organizing Genius” by Warren Bennis and Patricia Ward

• “Six Thinking Hats” by Edward De Bono

• “MAYA Teaming Toolkit” whitepaper  (www.maya.com/cdc)

• Get a personal trainer

• Practice, practice, practice
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